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• About IN.gov, Robert Paglia
• Fiscal Year 2010 Review, Robert Paglia
• Fiscal Year 2011 Goals, Robert Paglia & Alvin Wilson
• Social Media Update, Mark Amick
• Governance Council Update, Mark Amick
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• Governance Council Update, Mark Amick



About IN.gov
Robert Paglia, Director of IN.govRobert Paglia, Director of IN.gov
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About  the IN.gov Program 
Features – http://www.in.gov/iot/ingov

Leveraging offerings in:

• Security and Privacy
• Application Development
• Payment Processing
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• Payment Processing
• Web & Mobile Technology
• Content Management System
• Social media (e.g. Twitter,Facebook, YouTube)
• Marketing and Trending

• ExactTarget, Webtrends, & GovDelivery

• Customer Services & Accessibility
• WebMasters.IN.gov, RightNow Live Chat, FAQs, BrowseAloud





About  the IN.gov Program
Statistics

• 6.1 million transactions $361 million transacted; 
• More than 150 interactive applications
• 108 Websites hosted in the Content Management System

• Over 120,000 files and images 
• Over 400 users will soon span all branches of government
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• Over 400 users will soon span all branches of government
• Executive, Legislative, and Judiciary (Winter 2010)

• Mobile Technology
• 77 mobile sites
• Over 275,000 hits since January 2010.
• Visitors to IN.gov

• Over 73 million visits FY 2010
• 262 Million page views in FY 2010



About IN.gov 
Refine Business process

• QA Resource added to IN.gov Program
• Dedicated Support Queue Manager
• Weekly Status Reports to Agencies
• WebMasters: New Application Request
• WebMasters: New Website Request
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• WebMasters: New Website Request
• Application Capabilities and Improvements

• Daptiv Defect Tracking 
• QA Environment
• Oracle Open Script
• Load Testing (as needed)



www.IN.gov websites receives  an “A” in Sunny 
Review. The Sunshine Review is a non-profit 
organization dedicated to state and local 

Sunshine Review 
Sunny Award

organization dedicated to state and local 
government transparency.
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The grade was based on the following features:

• Site has a search function and is easy to navigate. 
• Budget is published.
• Elected officials are listed with contact information.
• Ethics commission information is provided. 

Sunshine Review 
Sunny Award
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• Ethics commission information is provided. 
• State tax information is posted. 
• Audit reports are published. 
• Information on and from for requesting public records are 
available. 

• All active state contracts are available. 
• Administrative officials are listed with contact information in a 
searchable directory. 

• Indiana Transparency Portal (End of Month)



Fiscal Year 2010 Review 
Robert Paglia, Director of IN.govRobert Paglia, Director of IN.gov
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• IN.gov Applications Delivered
• New and Migrated Websites
• Mobile.IN.gov
• Forms.IN.gov

• IN.gov Home Page Redesign

• Services.IN.gov

• IOT/Indiana Interactive 

Contract Renewal

Fiscal Year 2010 
Goals and Accomplishments
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• Forms.IN.gov
• WebMasters.IN.gov
• WebTrends Integration 

Contract Renewal

• Social Media Policy

• Portal Statistics



Fiscal Year 2010 
IN.gov Applications Delivered

Agency Application Name Deployment 
Date

Department of Agriculture *Farmers Market Directory November 2009

Department of Revenue iFile January 2010

Department of Revenue Electronic Payment (ePay) January 2010

*New Application
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Department of Revenue Electronic Payment (ePay) January 2010

Department of Insurance *INREAL Database January 2010

Professional License Agency License Search Digital Cert. February 2010

Governor’s Office Mr. & Ms. Math and Science February 2010

Department of Children *Child Support Data Application May 2010

Lobby Registration Commission E-File Enhancements June 2010

Dept of Natural Resources *Gift Certificate Application June 2010



Fiscal Year 2010 
IN.gov Applications Delivered (Cont’d)

Agency Application Name Deployment 
Date

Dept of Natural Resources Public Hunting, Fishing, & 
Trapping license system

June 2010

Dept of Natural Resources Property and point of sale System June 2010

Bureau of Motor Vehicles Title and Registration Search June 2010

*New Application
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Bureau of Motor Vehicles Title and Registration Search June 2010

Bureau of Motor Vehicles *Apportioned Plates Search July 2010

Bureau of Motor Vehicles *Parking Ticket (Web & PTP) July 2010

Department of Child Services *Child Support Arrears 
Delinquency Registry

July 2010

Bureau of Motor Vehicles Electronic Insurance Forms 
Submission

August  2010

State Police *Meth.IN.gov August 2010



Fiscal Year 2010 
IN.gov Applications Delivered (Cont’d)

Bureau of Motor Vehicles
Record Search: Title and Registrations

• Enhanced consists of:
• 1,735 Enhanced Access Subscriber Accounts
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• 1,735 Enhanced Access Subscriber Accounts
• 4,258 Enhanced Access users

• Increased access security from 1 to 8 levels.
• Increased Industry Group access from 1 to 20.
• Validation process created for every Industry Group
• Quarterly audits of Industry Group 
• 625,888 records queried YTD.



Department of Revenue 
Registered Retail Merchant Certificate (RRMC)

• Deployed January 2010
• Legislation requiring DOR to post a list of all businesses who 

Fiscal Year 2010 
IN.gov Applications Delivered (Cont’d)

15

• Legislation requiring DOR to post a list of all businesses who 
have expired  RRMCs due to nonpayment of delinquent sales 
tax

• Featured by more than 50 media outlets
• There were 26,111 businesses on the list when it went live.  
There are currently 25,988 businesses on the list.  

• DOR has collected $2,858,584.22 from 914 taxpayers



Fiscal Year 2010 
IN.gov Applications Delivered (Cont’d)

Department of Insurance
Residential Real Estate Acquisition of Licensee Information and 
Numbers Database

• Deployment on  January 1st, 2010
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• Deployment on  January 1st, 2010
• All closing agents are required to a online form following the 
completion of a real estate transaction.

• 76,592 filings  from January 1, 2010 until present. 
• AG, DFI and SOS currently have open investigations as a 
result of the data received from the database.



Fiscal Year 2010 
IN.gov Applications Delivered (Cont’d)

Department of Child Services
Child Support Arrears Delinquency Registry (CSADR)

• Deployment on  July, 2010
• Provides access to Indiana Child Support Enforcement 
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• Provides access to Indiana Child Support Enforcement 
Tracking System

• Withhold and remit payment of delinquent child support 
owed from cash winnings of at least $2,000 or 3 months



Indiana Office of Technology - Online Services Search

Fiscal Year 2010 
IN.gov Applications Delivered (Cont’d)
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• IN.gov Program Website
• IOT- Mobile.IN.gov, Aug-2009
• Secretary of State, Aug-2009
• Education Round Table, Aug-2009
• IN.gov Program, Oct-2009

Fiscal Year 2010 
IN.gov Websites

• IN.gov Program, Oct-2009
• ISDH – H1N1, Nov-2009*
• Attorney General, Jan -2010
• Legislative, Jan-2010
• [FSSA] Richmond State Hospital Migration, Mar-2010
• Department of Insurance, Apr-2010

*New Website
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• Indiana Intelligence Fusion Website, May 2010*
• Services.IN.gov [DOR, DNR, ISP, FSSA, PLA], July-2010*
• Indiana Tobacco Quitline, Jun-2010
• Blue River Commission,  Jun-2010
• Wabash River Heritage Corridor, Jun-2010

Fiscal Year 2010 
IN.gov Websites (Cont’d)

• Wabash River Heritage Corridor, Jun-2010
• State Fair, Mar-2010
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*New Website









































• 77 Mobile Sites Deployed
• 1.7 Million Page Views in 11 months
• 550 Thousand Visitors
• Most visited mobile sites 

1. Dept of Workforce Development

Fiscal Year 2010 
Mobile.IN.gov
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1. Dept of Workforce Development
2. IN.gov Home Page
3. Agency List
4. BMV
5. Department of Corrections



















• 11,184 Active forms
• Top Forms
• IT-40 Form, IT-40 Booklet (DOR)
• Application for Healthy Indiana Plan (FSSA)
• 2.7 Million forms downloaded since 12/2009

Fiscal Year 2010 
Forms.IN.gov
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• 2.7 Million forms downloaded since 12/2009
• Top Agencies
• Dept of Revenue – 1.8 million
• Bureau of Motor Vehicles – 284,473
• Family Social Services Administration – 150,905
• Dept of Local Government Finance – 134,889
• Secretary of State – 114,556



Implementation of .Net
• Better Validation of Input 
• Error handling
• Provide the ability to include attachments

Fiscal Year 2010 
Webmasters.IN.gov Upgrade
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For IN.gov Services Only
• WebCMS – Content and Graphics
• Interactive Applications hosted by Indiana Interactive
• Domain Name & Redirect Requests
• Social Media Requests
• Billing/Payment Processing





Fiscal Year 2010 
Services.IN.gov

• Consolidated agency web portal all applications
• Network/System Status for all agency apps
• Network/System Status for each app
• Landing Page for each app or application landing page







Implemented the following agencies:
• Indiana State Police
• Department of Natural Resources
• Department of Revenue
• Family & Social Services Administration

Fiscal Year 2010 
Services.IN.gov (Cont’d)

• Family & Social Services Administration
• Professional License Agency

Coming Soon:
• Secretary of State
• Indiana Department of Environmental Management
• Indiana Department of Health



Webtrends was implemented successfully in August of 2009.  
The IN.gov program is currently leveraging the following 
technology:

• File Download Tracking

Fiscal Year 2010 
WebTrends Application Integrations
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• File Download Tracking
• Online Application Tracking
• SSL Support



• ISP –Limited Criminal History Search  
• DOR – Refund Status Application
• DNR – Harvest Information (HIP) Survey
• DNR – License Reprint Request
• DNR – Indiana Outdoor Online Licensing

Fiscal Year 2010 
WebTrends Application Integrations
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• DNR – Indiana Outdoor Online Licensing
• DNR – Reserved Hung Registration
• DNR – Fishing Report
• DOR – IFile 2009 
• DOR – Epay
• DOR – Retail Merchant
• DHS – County Travel Status
• Forms.IN.gov
• DNR - INRF Donations (in progress)



Fiscal Year 2010 
IN.gov Homepage

Benefits

• Quick access to online services.
• Get constituents to agency websites as quick as possible.
• Provide easy access to News and Event Information
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• Provide easy access to News and Event Information
• Provide access to enriched Web 2.0 Tools













Fiscal Year 2010 
IOT/Indiana Interactive Contract

Summary of the key points of the renewal:

• Reduce expenses
• Move to Tier IV Data Center with hot site
• Customer focused Service Level Agreement
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• Customer focused Service Level Agreement
• Enhanced Marketing for all IN.gov online services
• Complete Technology Refresh for all critical systems



Fiscal Year 2010 
IOT/Indiana Interactive Contract (Cont’d)

Estimated Cost Savings

• Reduce 4 year contract expenses by 20% ( 44 million to 35.2 million)
• Eliminate  $185,000 dollars of credit card fees
• Eliminate augmented IOT resources $900,000 annually
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• Eliminate augmented IOT resources $900,000 annually



Fiscal Year 2010 
IOT/Indiana Interactive Contract (Cont’d)

SLA Improvements include:

• Increase uptime to 99.95% 
• Scheduled Maintenance window adherence requirements (New)
• Application Uptime (New)
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• Application Uptime (New)
• Customer Support – Avg Time to Answer & Abandon Rate (New)
• Application Support Queue - Time to close requirements (New)



Fiscal Year 2010 
IOT/Indiana Interactive Contract (Cont’d)

Contract Improvements include:

• Infrastructure Performance (New)
• Citizen Satisfaction reports on key services (New)
• Production response SLA’s based on severity of issue
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• Production response SLA’s based on severity of issue
• Expansion of disaster recovery to include applications with metrics
• Development, testing, QA requirements
• 3rd party monitoring and scanning requirements



Fiscal Year 2010 
Portal Statistics

Subscription.IN.gov

• Implemented 39 agencies FY 2010
• 78 total agencies using Subscription.IN.gov
• FY 2010 the state sent 9.1 million emails • FY 2010 the state sent 9.1 million emails 
• As of August 1, 2010

• Number of Subscriptions: 1,396
• Number of  Subscribers: 700,724
• Number of emails sent:12.3+ million
• Number of administrators: 171



Fiscal Year 2010 
Portal Statistics

GovDelivery - Professional Licensing Agency

• Ranks 11th for 2009's statistics for all GovDelivery clients – over 
76,000 unique clickbacks.

• 2009:  PLA delivered 273,951 notices and saved $109,000 in 
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• 2009:  PLA delivered 273,951 notices and saved $109,000 in 
postage/printing

• 2010  to date:  PLA delivered 223,812 notices and saved $90,000 
in postage/printing



ExactTarget – Email Sends (Calendar Years)

Account Name 2009 Emails Sent 2010 Emails Sent

IN.gov/Indiana National Guard- Family Programs 19,669 13,295

IN.gov/Teachers Retirement Fund 188,536 4,934

IN.gov / Indiana Bureau of Motor Vehicles 465,950 2,078,068

Fiscal Year 2010 
Portal Statistics
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IN.gov / Indiana Bureau of Motor Vehicles 465,950 2,078,068

IN.gov/Indiana Secretary of State 752,938 187,658

IN.gov / Indiana Department of Education 303,321 897,288

IN.gov / Indiana Department of Workforce Development 92,045 4,441

IN.gov / Indiana Economic Development Corporation 733,224 400,617

IN.Gov / Indiana Office of Tourism Development 1,422,639 752,003

IN.gov / Indiana Public Employees Retirement Fund (PERF) 384,211 190,765

IN.gov / Indiana State Department of Health 58,530 26,144

IN.gov / Integrated Public Safety Commission 2 1,120

IN.gov / Learn More Resource Center 27,243 18,376

IN.gov/Indiana General Assembly 4,025,317 3,630,117

8,473,625 8,204,826



Fiscal Year 2011 Goals
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• Content Management System
• Evaluate Personalization
• RSS Feeds – Web Slice
• Search Engine Optimization
• New IN.gov Calendar

Fiscal Year 2010 
Goals
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• New IN.gov Calendar
• New and Enhanced applications
• Technology Refresh 
• Mobile: iPhones and DROID applications
• Review IN.gov Partnerships
• IN.gov Header and Footer change



Fiscal Year 2011 Goals
Alvin Wilson, Project ManagerAlvin Wilson, Project Manager
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Fiscal Year 2011 
Content Management System

WebCMS Upgrade

• Began November 2009
• Completed August  2010
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Fiscal Year 2011 
Content Management System

RedDot 9.0 Upgrade (.Net)

Benefits
• Resolves partial & blank publishing pages
• Eliminates server timeouts/Memory issues
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• Eliminates server timeouts/Memory issues
• Improves publishing times
• Eliminates page not publishing
• Eliminates Published page locks up browser with garbled code



Fiscal Year 2011 
Content Management System

WebCMS Infrastructure

• WebCMS Frontend severs are now virtualized.
• New SQL Server Cluster

• 2 new clustered servers
• SQL Server Standard 2008
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• SQL Server Standard 2008

• Rebuilt all servers 
• Placed database and publishing servers on same network

Issues addressed

• Stalled DLLHost Process
• Stalled FTP Transfer issues
• Larger projects have more of the above problems



Fiscal Year 2011 
Content Management System

WebCMS Upgrade Acknowledgements

• IN.gov User & Governance Council instrumental in testing
• IOT System Administration Team
• IOT Database Administration Team
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• IOT Database Administration Team
• Indiana Interactive



Fiscal Year 2011 
Content Management System

What’s next?

• EnThink User Template upgrade
• Implementation of new HTML Editor
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Fiscal Year 2011 
Evaluate Personalization

• Personalization is a process of gathering and storing 
information about site visitors, analyzing the information, and, 
based on the analysis, delivering the right information to each 
visitor at the right time 

• RedDot has some personalization products. Goal is to evaluate 
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• RedDot has some personalization products. Goal is to evaluate 
what’s being offered. 



Fiscal Year 2011 
IN.gov Web Slice

• Eliminates the need to make repeated visits to check for updates.
• Allow you to watch IN.gov Press Releases
• Green icon appears in IE you when on the IN.gov Home page
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Fiscal Year 2011 
IN.gov Web Slice

• When content is available, click on “IN.gov Press Releases”
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Fiscal Year 2011 
IN.gov Design Standards

• Rotating Widgets
• IN.gov Endorsement Banner
• Forms.IN.gov Policy and Integration
• Stay Connected Section
• Mobile.IN.gov Standards

82

• Mobile.IN.gov Standards
• IN.gov Home Page Billboard standard
• New Agency Header and footer



Fiscal Year 2011 
Website Quality Management

• Discovery of all broken links, spelling errors and accessibility 
issues.

• Website Inventory: documents, media files, meta tags
• Assign responsibility for different areas of your website to 
different persons
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different persons
• Send automatic error reports to the responsible editors



Fiscal Year 2011 
Search Engine Optimization

• Moving to Google Cloud Technology
• Keyword matches at the agency level
• Promotional items
• More statistics upon request
• Integrate into Agency Look and Feel
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• Integrate into Agency Look and Feel



Fiscal Year 2011 
Search Engine Optimization
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Fiscal Year 2011 
Search Engine Optimization
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Fiscal Year 2011 
Search Engine Optimization
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Fiscal Year 2011 
IN.gov Calendar

• Awarded RFP by end of August 2010
• What’s next?

• Phase 1 Implementation (December 2010)
• Phase 2 Implementation (TBD)
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Fiscal Year 2011 
IN.gov Calendar

Phase 1 Implementation

• Complete by the end of December 2010.
• Replace existing functionality of WebCMS Calendar
• Add some new features
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• Keyword Search 
• Email calendar entry to a friend
• Subscribe to an event
• Add to personal calendar
• Select multiple views day, week, month, year, list
• Print capabilities



Fiscal Year 2011 
IN.gov Calendar

Phase 2: Complete Implementation

• Complete by the end of July 2011.
• Design Calendar Hierarchy 
• Incorporate Advanced Features
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• Incorporate Advanced Features



Fiscal Year 2011 
IN.gov Calendar

Phase 2: Calendar Design

• Top IN.gov Calendar and IN.gov Categories
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Fiscal Year 2011 
IN.gov Calendar

Phase 2: Calendar Design

• “About IN.gov”  & Subordinate Agencies
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Fiscal Year 2011 
IN.gov Calendar

Phase 2: Calendar Design

• “Historical Bureau”  & Subordinate Calendars
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Fiscal Year 2011 
IN.gov Calendar

Calendar Entry Types

• Deadlines
• State Holidays
• Public Meetings

• Seasonal Events
• Fairs and Exhibitions
• Performances
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• Public Meetings
• News
• Press Advisories
• Announcements
• Legislative Hearings
• Public Service Offerings
• State Personnel

• Performances
• Seminars/Workshops
• Pandemic Information
• Alerts and Notifications
• Initiatives



Fiscal Year 2011 
IN.gov Calendar

Advanced Features

• Import/link to other agency calendar systems
• Setup Locations for map integration
• Configure Advanced Search on all calendar metadata 
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• Setup Email Notification on specific Calendar events









Fiscal Year 2011 Goals
Robert Paglia, Director of IN.gov
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Robert Paglia, Director of IN.gov



Fiscal Year 2011 
New and Enhanced Applications

• [DNR] Benevolence Fund 
• [DNR] iPhone Application Suite
• [DOR] Checkout 3 install
• [BMV] 1 off Driver License Records
• [SOS] Online Amendments 
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• [SOS] Online Amendments 
• [ISDH] DNPA Healthy Communities  Database Project
• [ILRC] Statutory Enhancements



Fiscal Year 2011 
New and Enhanced Applications

• [IDOA] Lobbyist Enhancements and eCheck
• [BMV] Survey
• [BMV] Watercraft Registration & Title Lookup
• [ARTS] Grant Application
• [ISDA] Farmers Market Blog
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• [ISDA] Farmers Market Blog
• [PLA] Inspect
• [DOR] I-File/Epay Enhancements
• [WIC] Website and application



Fiscal Year 2011 
Mobile applications

• Release of iPhone 4 (1.7 million sold in first 3 days)
• Droid Phones currently selling 200,00 phones per day
• iPhone and Droid represent 50% of our mobile website hits.*
• These devices also are 1 and 2 respectively within the Top 20 
mobile device models.*
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mobile device models.*

*Usablenet Statistics for mobile.IN.gov



Fiscal Year 2011 
Mobile Applications

DNR iPhone Application

• RSS Feeds news with DNR Facebook
and Twitter links

• Comments and Report Bug section
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• Comments and Report Bug section
• Four main categories

• Parks and Reservations
• Fishing
• Hunting
• Near me



Fiscal Year 2011 
Mobile Applications

DNR iPhone Application - Fishing

• Reports what fish are in the what lake
• Link to purchase fishing license
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Fiscal Year 2011 
Mobile Applications

DNR iPhone Application – Hunting

Will give users information on hunting 
seasons, game checking stations as well as 
the ability to buy a hunting license.
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the ability to buy a hunting license.



Fiscal Year 2011 
Mobile Applications

DNR iPhone Application – Near Me

Shows users what is near them to go fishing, 
hunting, and camping. 
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Fiscal Year 2011 
Review IN.gov Partnerships
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Fiscal Year 2011 
New IN.gov Header and Footer

Why the need to redesign the agency Header and footer?

1. Gain consistency with the updated IN.gov Home Page.
2. Ensure that key services such as Online Services are clearly and 
consistently accessible throughout.
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consistently accessible throughout.
3. Best practice is to refresh website every 36 months.
4. The Web changes so rapidly — in terms of design, technology, 
bandwidth, audience, and many other factors 







Social Media 
and 

Governance Council 
Update 
Mark Amick

Department of Environmental Management
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IN.gov Governance Council

• Social Media Intake / Process and Standards–
requires agency sign off and deployment and 
maintenance information

• Council Provides Advice On – deployment and 
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• Council Provides Advice On – deployment and 
maintenance; planning; coordination efforts; tips for 
use and development aid

• IN.gov Site Standards Update
• Future: Social Media Guidance and Best Practices 
Information



Social Media and Indiana Government 

• Number of Agencies Using Social Media
• Most Used Tools - YouTube, Twitter and Facebook 
• Common Uses – Facebook fan page; Twitter news 
and events feeds; YouTube instructional video

• New Uses / Tools – SMS texting; interactive 
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• New Uses / Tools – SMS texting; interactive 
mapping; customer-driven data deployment



Social Media
The Good, the Bad, and Really Ugly Truth

• Good – cost effective tool; wide range of 
information can be offered; many service free to 
start; can “target” an audience

• Bad – time consuming; service fees when user 
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• Bad – time consuming; service fees when user 
numbers increase; Terms of Use agreements; 
ownership of content; costs

• Really Ugly – control (who has it?); staying 
current and keeping users engaged; hidden legal 
issues; public records issues; information / data 
security 



Future of Social Media in Government

• Expansion – Better use of and cross-promotion of 
agency sites (YouTube / Twitter / Facebook)

• New Tools – SMS texting; Four Square; widget 
feeds; mobile apps (native and HTML5); data 
mashups; wikis; social media driven sites; state and 
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mashups; wikis; social media driven sites; state and 
federal joint tools

• Challenges – Establishing clear goals, policies and 
Terms of Use; ownership of materials; public 
records challenges



Fiscal Year 2011 
Thank you to our State Partners!

• Agencies
• IOT 
• Governor’s Office
• Separately Elected Officials
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• Separately Elected Officials
• General Assembly
• Courts



Fiscal Year 2011 
Thank you to our Partner Vendors!

• Indiana Interactive
• Haverstick Consulting
• RightNow Technologies
• GovDelivery
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• GovDelivery
• ExactTarget
• OpenText
• Webtrends
• UsableNet



Presentation Close

Questions and AnswersQuestions and Answers
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